Environmental Quality Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Environmental Quality I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Total

Billing 1

_No Tier 2 1




Low

Total

Server Total 1 1
0 0

1 1

0 0

Application Error None 1 1
0 0

Novell 1 1

GroupWise 0 0

Total 2 2

0 0

Password Utah Master 1 1

Directory 1 1

Total 1 1

1 1

Total 3 3

1 1

PC/Laptop Hardware None 1 1
1 1

Total 1 1

1 1

Total 1 1

1 1

Telecom None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

5 5

2 2

_No Tier 2 None Adobe Reader 1 1
0 0




Low Total
_No Tier 2 None InfoMaker 1 1
0 0
Microsoft 1 1
Access 2003 0 0
Microsoft Office 2 2
Professional 0 0
Microsoft Plus! 1 1
for Windows 0 0
Microsoft Word 2 2
0 0
None 7 7
0 0
Novell 6 6
GroupWise 0 0
Total 21 21
0 0
Total 21 21
0 0
Application Error Acrobat 1 1
1 1
ArcGIS 2 2
2 2
Capture 1 1
Application 1 1
CutePDF Pro 1 1
(Evaluation) 1 1
Documentum 1 1
1 1
Internet 6 6
Explorer 5 5
Microsoft 1 1

Access




Application

Low Total
Error Microsoft 3 3
Access 2003 3 3
Microsoft 1 1
Publisher 1 1
Microsoft Visio 1 1
Professional 1 1
Microsoft 1 1
Windows XP 1 1
Microsoft Word 4 4
4 4
None 32 32
27 27
Novell Client 1 1
for 32-bit 1 1
Novell 23 23
GroupWise 23 23
Novell 1 1
GroupWise 1 1
Novell 1 1
Messenger 1 1
Oracle 8 Client 1 1
1 1
SAPGUI 1 1
1 1
Windows 1 1
Media Player 1 1
ZENworks for 5 5
Desktops 5 5
Total 89 89
83 83
Password Documentum 1 1




Low

Total

Application Password None 3 3
2 2

Novell 1 1

GroupWise 1 1

Total 5 5

4 4

Total 94 94
87 87

Network Error Microsoft 1 1
Terminal 1 1

None 13 13

8 8

Novell Client 1 1

for 32-bit 1 1

Total 15 15

10 10

Incident Microsoft 3 3
Terminal 3 3

None 5 5

1 1

Total 8 8

4 4

None Novell Client 1 1
for 32-bit 0 0

Total 1 1

0 0

Password Microsoft 2 2
Terminal 2 2

Microsoft 1 1

Windows XP 1 1

None 4 4

4 4




Low

Total

Network Password Total 7 7
7 7

Total 31 31

21 21

PC/Laptop Error None 4 4
3 3

Total 4 4

3 3

Hardware None 38 38

22 22

Total 38 38

22 22

Password None 1 1

0 0

Total 1 1

0 0

Virus None 3 3

1 1

Total 3 3

1 1

Total 46 46

26 26

Print/Copy/Sca Error Code None 9 9
n/Fax 7 7
Total 9 9

7 7

Incident None 7 7

0 0

Total 7 7

0 0

Toner/Fuser/Ink None 3 3




Print/Copy/Sca
n/Fax

Telecom

Telecom

Low Total
Toner/Fuser/Ink Total 3 3
1 1
Total 19 19
8 8
211 211
142 142
None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
1 1
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
CrossTalk/Nois None 1 1
e/Static 0 0
Total 1 1
0 0
Dial Tone None 1 1
0 0
Total 1 1
0 0
Feature Telephone 2 2
0 0
Total 2 2
0 0
None None 2 2
0 0




Low Total
Telecom None Total 2 2
0 0
Voice Mail None 8 8
0 0
Telephone 7 7
0 0
Total 15 15
0 0
22 22
0 0
22 22
0 0
Telecom Hardware Telephone 1 1
0 0

Total

-

243
144




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Inital Response
Low Total

Billing 1 1
0 0

1 1

0 0

1 1

0 0

1 1

0

_No Tier 2 1 1
0 0

1 1

0 0

1 1

0 0

1 1

0

1 1

1 1

1 1

1 1

1 1

1 1

1 1

1 1




Low

Total

Application Error None 1
0

Novell 1

GroupWise 0

Total 2

0

Password Utah Master 1

Directory 0

Total 1

0

Total 3

0

PC/Laptop Hardware None 1
0

Total 1

0

Total 1

0

Telecom None None 1
0

Total 1

0

Total 1

0

5

0

_No Tier 2 None Adobe Reader 1
0

InfoMaker 1

0

Microsoft 1

Access 2003 0




Low

Total

_No Tier 2 None Microsoft Office 2 2
Professional 0 0
Microsoft Plus! 1 1
for Windows 0 0
Microsoft Word 2 2

0 0

None 7 7
2 2

Novell 6 6
GroupWise 0 0
Total 21 21
2 2

Total 21 21
2 2

Application Error Acrobat 1 1
0 0

ArcGIS 2 2
0 0

Capture 1 1
Application 0 0
CutePDF Pro 1 1
(Evaluation) 0 0
Documentum 1 1
0 0

Internet 6 6
Explorer 0 0
Microsoft 1 1
Access 0 0
Microsoft 3 3
Access 2003 0 0
Microsoft 1 1
Publisher 0 0




Low

Total

Application

Error Microsoft Visio 1 1
Professional 0 0
Microsoft 1 1
Windows XP 0 0
Microsoft Word 4 4

0 0

None 32 32
0 0

Novell Client 1 1
for 32-bit 0 0
Novell 23 23
GroupWise 0 0
Novell 1 1
GroupWise 0 0
Novell 1 1
Messenger 0 0
Oracle 8 Client 1 1
0 0

SAPGUI 1 1
0 0

Windows 1 1
Media Player 0 0
ZENworks for 5 5
Desktops 0 0
Total 89 89
0 0

Password Documentum 1 1
0 0

None 3 3
1 1

Novell 1 1
GroupWise 0 0




Low

Total

Application Password Total 5 5
1 1

Total 94 94
1 1

Network Error Microsoft 1 1
Terminal 0 0

None 13 13

1 1

Novell Client 1 1

for 32-bit 0 0

Total 15 15

1 1

Incident Microsoft 3 3
Terminal 0 0

None 5 5

0 0

Total 8 8

0 0

None Novell Client 1 1
for 32-bit 0 0

Total 1 1

0 0

Password Microsoft 2 2
Terminal 0 0

Microsoft 1 1

Windows XP 0 0

None 4 4

0 0

Total 7 7

0 0

Total 31 31




Low

Total

PC/Laptop Error None 4 4
0 0

Total 4 4

0 0

Hardware None 38 38
0 0

Total 38 38

0 0

Password None 1 1
0 0

Total 1 1

0 0

Virus None 3 3
0 0

Total 3 3

0 0

Total 46 46
0 0

Print/Copy/Sca Error Code None 9 9
n/Fax 0 0
Total 9 9

0 0

Incident None 7 7
0 0

Total 7 7

0 0

Toner/Fuser/ink None 3 3
0 0

Total 3 3

0 0

Total 19 19
0 0




Telecom

Telecom

Low Total
211 211
4 4
None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
1 1
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
CrossTalk/Nois None 1 1
e/Static 0 0
Total 1 1
0 0
Dial Tone None 1 1
0 0
Total 1 1
0 0
Feature Telephone 2 2
0 0
Total 2 2
0 0
None None 2 2
0 0
Total 2 2
0 0
Voice Mail None 8 8
0 0




Telecom

Telecom

Low Total
Voice Mail Telephone 7 7
0 0
Total 15 15
0 0
22 22
0 0
22 22
0 0
Hardware Telephone 1 1
0 0
Total 1
0
1
0
1
0
243




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Total

Billing 1 1
0.24 0.24

1 1

0.24 0.24

1 1

0.24 0.24

1 1

0.24 0.24

_No Tier 2 1 1
0.42 0.42

1 1

0.42 0.42

1 1

0.42 0.42

1 1

0.42 0.42

1 1

3.77 3.77

1 1

3.77 3.77

1 1

3.77 3.77

1 1

3.77 3.77

Application 1 1
0.00 0.00




Low Total
Application Error Novell 1 1
GroupWise 0.18 0.18
Total 2 2
0.09 0.09
Password Utah Master 1 1
Directory 0.14 0.14
Total 1 1
0.14 0.14
Total 3 3
0.11 0.11
PC/Laptop Hardware None 1 1
0.02 0.02
Total 1 1
0.02 0.02
Total 1 1
0.02 0.02
Telecom None None 1 1
0.13 0.13
Total 1 1
0.13 0.13
Total 1 1
0.13 0.13
5 5
0.09 0.09
_No Tier 2 None Adobe Reader 1 1
0.00 0.00
InfoMaker 1 1
0.00 0.00
Microsoft 1 1
Access 2003 0.00 0.00
Microsoft Office 2 2
Professional 0.00 0.00




Low

Total

_No Tier 2 None Microsoft Plus! 1 1
for Windows 0.00 0.00
Microsoft Word 2 2

0.03 0.03

None 7 7
0.49 0.49

Novell 6 6
GroupWise 0.04 0.04
Total 21 21
0.18 0.18

Total 21 21
0.18 0.18

Application Error Acrobat 1 1
0.01 0.01

ArcGIS 2 2
0.02 0.02

Capture 1 1
Application 0.07 0.07
CutePDF Pro 1 1
(Evaluation) 0.00 0.00
Documentum 1 1
0.05 0.05

Internet 6 6
Explorer 0.01 0.01
Microsoft 1 1
Access 0.00 0.00
Microsoft 3 3
Access 2003 0.02 0.02
Microsoft 1 1
Publisher 0.20 0.20
Microsoft Visio 1 1
Professional 0.00 0.00




Application

Low Total

Error Microsoft 1 1
Windows XP 0.00 0.00
Microsoft Word 4 4
0.01 0.01

None 32 32
0.03 0.03

Novell Client 1 1
for 32-bit 0.00 0.00
Novell 23 23
GroupWise 0.02 0.02
Novell 1 1
GroupWise 0.02 0.02
Novell 1 1
Messenger 0.03 0.03
Oracle 8 Client 1 1
0.01 0.01

SAPGUI 1 1
0.04 0.04

Windows 1 1
Media Player 0.00 0.00
ZENworks for 5 5
Desktops 0.02 0.02
Total 89 89
0.02 0.02

Password Documentum 1 1
0.05 0.05

None 3 3
0.52 0.52

Novell 1 1
GroupWise 0.01 0.01
Total 5 5
0.33 0.33




Low Total
Application Total 94 94
0.04 0.04
Network Error Microsoft 1 1
Terminal 0.00 0.00
None 13 13
0.20 0.20
Novell Client 1 1
for 32-bit 0.36 0.36
Total 15 15
0.20 0.20
Incident Microsoft 3 3
Terminal 0.02 0.02
None 5 5
0.05 0.05
Total 8 8
0.04 0.04
None Novell Client 1 1
for 32-bit 0.87 0.87
Total 1 1
0.87 0.87
Password Microsoft 2 2
Terminal 0.02 0.02
Microsoft 1 1
Windows XP 0.02 0.02
None 4 4
0.01 0.01
Total 7 7
0.01 0.01
Total 31 31
0.14 0.14
PC/Laptop Error None 4 4
0.04 0.04




Low

Total

PC/Laptop Error Total 4 4
0.04 0.04

Hardware None 38 38
0.03 0.03

Total 38 38

0.03 0.03

Password None 1 1
0.10 0.10

Total 1 1

0.10 0.10

Virus None 3 3
0.01 0.01

Total 3 3

0.01 0.01

Total 46 46
0.03 0.03

Print/Copy/Sca Error Code None 9 9
n/Fax 0.02 0.02
Total 9 9

0.02 0.02

Incident None 7 7
0.04 0.04

Total 7 7

0.04 0.04

Toner/Fuser/Ink None 3 3
0.01 0.01

Total 3 3

0.01 0.01

Total 19 19
0.03 0.03

211 211

0.06 0.06




Telecom

Telecom

Low Total
None None 1 1
0.24 0.24
Total 1 1
0.24 0.24
Total 1 1
0.24 0.24
1 1
0.24 0.24
Call/Receive None 1 1
0.36 0.36
Total 1 1
0.36 0.36
CrossTalk/Nois None 1 1
e/Static 0.06 0.06
Total 1 1
0.06 0.06
Dial Tone None 1 1
0.39 0.39
Total 1 1
0.39 0.39
Feature Telephone 2 2
0.20 0.20
Total 2 2
0.20 0.20
None None 2 2
0.22 0.22
Total 2 2
0.22 0.22
Voice Mail None 8 8
0.17 0.17
Telephone 7 7
0.13 0.13




Telecom

Telecom

Low Total
Voice Mail 15 15
0.15 0.15
22 22
0.18 0.18
22 22
0.18 0.18
Hardware Telephone 1 1
0.1 0.11
Total 1
0.1
1
0.1
1
0.11
243

0.09




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Total

Billing 1 1
1 1

1 1

1 1

1 1

1 1

1 1

1 1

_No Tier 2 1 1
0 0

1 1

0 0

1 1

0

1 1

0

1 1

0 0

1 1

0

1 1

0 0

1 1

0

Application 1 1
0




Low Total
Application Error Novell 1 1
GroupWise 0 0
Total 2 2
0 0
Password Utah Master 1 1
Directory 0 0
Total 1 1
0 0
Total 3 3
0 0
PC/Laptop Hardware None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Telecom None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
5 5
0 0
_No Tier 2 None Adobe Reader 1 1
0 0
InfoMaker 1 1
0 0
Microsoft 1 1
Access 2003 0 0
Microsoft Office 2 2
Professional 0 0




Low

Total

_No Tier 2 None Microsoft Plus! 1 1
for Windows 0 0
Microsoft Word 2 2

0 0

None 7 7
1 1

Novell 6 6
GroupWise 0 0
Total 21 21
1 1

Total 21 21
1 1

Application Error Acrobat 1 1
1 1

ArcGIS 2 2
0 0

Capture 1 1
Application 0 0
CutePDF Pro 1 1
(Evaluation) 0 0
Documentum 1 1
0 0

Internet 6 6
Explorer 0 0
Microsoft 1 1
Access 0 0
Microsoft 3 3
Access 2003 2 2
Microsoft 1 1
Publisher 0 0
Microsoft Visio 1 1
Professional 0 0




Application

Low Total

Error Microsoft 1 1
Windows XP 0 0
Microsoft Word 4 4
0 0

None 32 32
5 5

Novell Client 1 1
for 32-bit 0 0
Novell 23 23
GroupWise 1 1
Novell 1 1
GroupWise 0 0
Novell 1 1
Messenger 0 0
Oracle 8 Client 1 1
0 0

SAPGUI 1 1
0 0

Windows 1 1
Media Player 0 0
ZENworks for 5 5
Desktops 0 0
Total 89 89
9 9

Password Documentum 1 1
0 0

None 3 3
0 0

Novell 1 1
GroupWise 0 0
Total 5 5
0 0




Low Total
Application Total 94 94
9 9
Network Error Microsoft 1 1
Terminal 0 0
None 13 13
0 0
Novell Client 1 1
for 32-bit 0 0
Total 15 15
0 0
Incident Microsoft 3 3
Terminal 0 0
None 5 5
0 0
Total 8 8
0 0
None Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Password Microsoft 2 2
Terminal 0 0
Microsoft 1 1
Windows XP 0 0
None 4 4
0 0
Total 7 7
0 0
Total 31 31
0 0
PC/Laptop Error None 4 4
0 0




Low

Total

PC/Laptop Error Total 4 4
0 0

Hardware None 38 38
2 2

Total 38 38

2 2

Password None 1 1
0 0

Total 1 1

0 0

Virus None 3 3
0 0

Total 3 3

0 0

Total 46 46
2 2

Print/Copy/Sca Error Code None 9 9
n/Fax 0 0
Total 9 9

0 0

Incident None 7 7
0 0

Total 7 7

0 0

Toner/Fuser/Ink None 3 3
0 0

Total 3 3

0 0

Total 19 19
0 0

211 211

12 12




Low

Total

Telecom

Telecom

None

None

Total

Total

Call/Receive

None

Total

CrossTalk/Nois
e/Static

None

Total

Dial Tone

None

Total

Feature

Telephone

Total

None

None

Total

Voice Mail

None

Telephone




Telecom

Telecom

Low Total
Voice Mail 15 15
0 0
22 22
0 0
22 22
0 0
Hardware Telephone 1 1
0 0
Total 1
0
1
0
1
0
243

13




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Total

Billing 1 1
7.30 7.30

1 1

7.30 7.30

1 1

7.30 7.30

1 1

7.30 7.30

_No Tier 2 1 1
0.42 0.42

1 1

0.42 0.42

1 1

0.42 0.42

1 1

0.42 0.42

1 1

3.77 3.77

1 1

3.77 3.77

1 1

3.77 3.77

1 1

3.77 3.77




Low Total
Application Error None 1 1
0.00 0.00
Novell 1 1
GroupWise 0.18 0.18
Total 2 2
0.09 0.09
Password Utah Master 1 1
Directory 0.14 0.14
Total 1 1
0.14 0.14
Total 3 3
0.11 0.11
PC/Laptop Hardware None 1 1
0.02 0.02
Total 1 1
0.02 0.02
Total 1 1
0.02 0.02
Telecom None None 1 1
0.15 0.15
Total 1 1
0.15 0.15
Total 1 1
0.15 0.15
5 5
0.10 0.10
_No Tier 2 None Adobe Reader 1 1
0.00 0.00
InfoMaker 1 1
0.00 0.00
Microsoft 1 1
Access 2003 0.00 0.00




Low

Total

_No Tier 2 None Microsoft Office 2 2
Professional 0.00 0.00
Microsoft Plus! 1 1
for Windows 0.00 0.00
Microsoft Word 2 2

0.03 0.03

None 7 7
8.88 8.88

Novell 6 6
GroupWise 0.04 0.04
Total 21 21
297 2.97

Total 21 21
2.97 2.97

Application Error Acrobat 1 1
8.08 8.08

ArcGIS 2 2
0.02 0.02

Capture 1 1
Application 0.07 0.07
CutePDF Pro 1 1
(Evaluation) 0.00 0.00
Documentum 1 1
4.90 4.90

Internet 6 6
Explorer 0.50 0.50
Microsoft 1 1
Access 0.00 0.00
Microsoft 3 3
Access 2003 4.82 4.82
Microsoft 1 1
Publisher 0.20 0.20




Low

Total

Application

Error Microsoft Visio 1 1
Professional 0.00 0.00
Microsoft 1 1
Windows XP 0.23 0.23
Microsoft Word 4 4

0.99 0.99

None 32 32
3.17 3.17

Novell Client 1 1
for 32-bit 0.00 0.00
Novell 23 23
GroupWise 0.71 0.71
Novell 1 1
GroupWise 0.02 0.02
Novell 1 1
Messenger 0.03 0.03
Oracle 8 Client 1 1
3.50 3.50

SAPGUI 1 1
0.04 0.04

Windows 1 1
Media Player 0.00 0.00
ZENworks for 5 5
Desktops 0.02 0.02
Total 89 89
1.76 1.76

Password Documentum 1 1
0.05 0.05

None 3 3
0.93 0.93

Novell 1 1
GroupWise 0.01 0.01




Low

Total

Application Password Total 5 5
0.57 0.57

Total 94 94
1.69 1.69

Network Error Microsoft 1 1
Terminal 0.00 0.00

None 13 13

0.20 0.20

Novell Client 1 1

for 32-bit 1.79 1.79

Total 15 15

0.30 0.30

Incident Microsoft 3 3
Terminal 0.02 0.02

None 5 5

0.05 0.05

Total 8 8

0.04 0.04

None Novell Client 1 1
for 32-bit 0.87 0.87

Total 1 1

0.87 0.87

Password Microsoft 2 2
Terminal 0.02 0.02

Microsoft 1 1

Windows XP 0.02 0.02

None 4 4

0.01 0.01

Total 7 7

0.01 0.01

Total 31 31
0.18 0.18




Low Total
PC/Laptop Error None 4 4
0.04 0.04
Total 4 4
0.04 0.04
Hardware None 38 38
1.34 1.34
Total 38 38
1.34 1.34
Password None 1 1
0.10 0.10
Total 1 1
0.10 0.10
Virus None 3 3
0.01 0.01
Total 3 3
0.01 0.01
Total 46 46
1.12 1.12
Print/Copy/Sca Error Code None 9 9
n/Fax 0.03 0.03
Total 9 9
0.03 0.03
Incident None 7 7
0.04 0.04
Total 7 7
0.04 0.04
Toner/Fuser/ink None 3 3
0.01 0.01
Total 3 3
0.01 0.01
Total 19 19
0.03 0.03




Telecom

Telecom

Low Total
211 211
1.32 1.32
None None 1 1
0.24 0.24
Total 1 1
0.24 0.24
Total 1 1
0.24 0.24
1 1
0.24 0.24
Call/Receive None 1 1
0.37 0.37
Total 1 1
0.37 0.37
CrossTalk/Nois None 1 1
e/Static 0.46 0.46
Total 1 1
0.46 0.46
Dial Tone None 1 1
0.39 0.39
Total 1 1
0.39 0.39
Feature Telephone 2 2
0.22 0.22
Total 2 2
0.22 0.22
None None 2 2
0.44 0.44
Total 2 2
0.44 0.44
Voice Mail None 8 8
0.28 0.28




Low Total

Telecom Voice Mail Telephone 7 7

0.30 0.30

Total 15 15

0.29 0.29

22 22

0.31 0.31

22 22

0.31 0.31

Telecom Hardware Telephone 1 1

0.84 0.84

Total 1

0.84

1

0.84

1

0.84

243

1.23
INC000000124370 _No Tier 2 None None TIR Missed: Yes TIR: 2.14
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 52.38
INC000000136231  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.16
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.16
INC000000136460 _No Tier 2 None Microsoft Word TIR Missed: No  TIR: 0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000137186  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000137226  _No Tier 2 None None TIR Missed: No TIR: 0.26
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.72
INC000000138424  _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 1.18
INC000000139431 _No Tier 2 None None TIR Missed: Yes TIR:  1.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 3.06
INC000000140923 _No Tier 2 None None TIR Missed: No TIR: 042
Capitol Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.42
INC000000141516  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000142999 _No Tier 2 None Microsoft Access 2003 TIR Missed: No TIR:  0.00



Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143012 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143015 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143019  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143456 _No Tier 2 None Microsoft Plus! for Windo TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000145075 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 4.39
INC000000146447 _No Tier 2 None Microsoft Word TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148208 _No Tier 2 None Microsoft Office Professic TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148922 _No Tier 2 None Microsoft Office Professic TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148940 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000149648 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.42
INC000000149921  _No Tier 2 None Adobe Reader TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150674  _No Tier 2 None InfoMaker TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
Application
INC000000127426  Application Error Microsoft Word TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 3.33
INC000000130226  Application Error Novell GroupWise TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 7.35
INC000000133485  Application Error None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 1.40
INC000000133644  Application Error Documentum TIRMissed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 4.90
INC000000135691  Application Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.23
INC000000135698  Application Error Acrobat TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 8.08
INC000000136238  Application Error None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.57
INC000000136544  Application Error Microsoft Word TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000136549  Application Error ZENworks for Desktops TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000136554  Application Error ZENworks for Desktops TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000136587  Application Error Microsoft Publisher TIR Missed: No TIR: 0.20
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.20




INC000000136609  Application Error Novell Messenger TIR Missed: No  TIR: 0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000136923  Application Error Novell GroupWise TIR Missed: No  TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.23
INC000000137017  Application Password Novell GroupWise TIR Missed: No  TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000137020  Application Error Novell GroupWise TIR Missed: No  TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000137021  Application Error Novell GroupWise TIR Missed: No  TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000137162  Application Error None TIR Missed: No TIR:  0.04
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.04
INC000000137205  Application Error SAPGUI TIR Missed: No TIR:  0.04
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.04
INC000000137406  Application Error Internet Explorer TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000137408  Application Error Novell GroupWise TIR Missed: No TIR: 0.07
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.07
INC000000137417  Application Error Novell GroupWise PDA C TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138121  Application Error ZENworks for Desktops TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138127  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138128  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138129  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138434  Application Error None TIR Missed: No TIR: 0.68
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 1.08
INC000000138626  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000139148  Application Error Microsoft Word TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.60
INC000000139275  Application Error Internet Explorer TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000139276  Application Error Internet Explorer TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000139279  Application Error ArcGIS TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000139284  Application Error ArcGIS TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000139289  Application Error Capture Application TIR Missed: No TIR: 0.07
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.07
INC000000139336  Application Password None TIRMissed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000139345  Application Error Novell GroupWise TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01




INC000000139589  Application Password Documentum TIRMissed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000139840  Application Error None TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.64
INC000000139845  Application Error None TIR Missed: No TIR:  0.04
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.49
INC000000139851  Application Error None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 2.55
INC000000139853  Application Error None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.45
INC000000140039  Application Error None TIR Missed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.13
INC000000140290  Application Error Novell GroupWise TIR Missed: No TIR: 0.18
Help Desk Environmental Quality Low Closed TTR Missed: No  TTR: 0.18
INC000000140295  Application Error Microsoft Word TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140328  Application Error Oracle 8 Client TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 3.50
INC000000140651  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140685  Application Error Microsoft Access 2003 TIRMissed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000140804  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140806  Application Error Novell GroupWise TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000140807  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140822  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000141110  Application Error None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 4.52
INC000000141209  Application Error ZENworks for Desktops TIR Missed: No TIR: 0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000141402  Application Error Novell GroupWise TIR Missed: No TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000141441  Application Error Novell GroupWise TIR Missed: No TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000142282  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 3.93
INC000000142283  Application Error Windows Media Player TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000142295  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000142372  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000142460  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00




INC000000142786  Application Error Microsoft Access 2003 TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 8.13
INC000000142791  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 9.28
INC000000143157  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.50
INC000000143196  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.00
INC000000143200  Application Error Microsoft Visio Professioi TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.00
INC000000143955  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 5.68
INC000000143961  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Pending TTR Missed: Yes TTR: 14.32
INC000000144047  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 13.40
INC000000144556  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No TTR: 3.94
INC000000145073  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No TTR: 5.41
INC000000145376  Application Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145562  Application Password None TIR Missed: Yes TIR: 1.52
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 2.74
INC000000145566  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145899  Application Password Utah Master Directory TIR Missed: No TIR: 0.14
Help Desk Environmental Quality Low Resolved TTR Missed: No TTR: 0.14
INC000000145972  Application Error None TIR Missed: No TIR:  0.00
Help Desk Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145982  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.18
INC000000146008  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146013  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146302  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146583  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.37
INC000000147156  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.47
INC000000147562  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 19.22
INC000000147703  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000147772  Application Error ZENworks for Desktops TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No TTR: 0.00




INC000000148080  Application Error Microsoft Access 2003 TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 6.30
INC000000148198  Application Error Microsoft Access TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148297  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.20
INC000000148313  Application Error Internet Explorer TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 2.96
INC000000148342  Application Error CutePDF Pro (Evaluation TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148587  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.96
INC000000148668  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 15.85
INC000000149959  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000149996  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150052  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150066  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150128  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.23
INC000000150783  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 3.96
INC000000151069  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
Billing
INC000000141525  Billing None None TIRMissed: No TIR: 0.24
Billing Environmental Quality Low Closed TTR Missed: Yes TTR: 7.30
Network
INC000000135655  Network Error None TIRMissed: No TIR: 0.19
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.19
INC000000135723  Network Error None TIR Missed: Yes TIR: 2.08
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 2.08
INC000000136177  Network Error None TIRMissed: No TIR:  0.11
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.11
INC000000136194  Network Error None TIRMissed: No TIR:  0.11
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.11
INC000000136215  Network Incident None TIR Missed: No TIR:  0.09
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.09
INC000000136226  Network Error None TIRMissed: No TIR:  0.07
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.07
INC000000136556  Network Password Microsoft Terminal Serve TIR Missed: No  TIR: 0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.03
INC000000136562  Network Password Microsoft Terminal Serve TIR Missed: No  TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.02




INC000000136563  Network Incident Microsoft Terminal Serve TIR Missed: No  TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000136564  Network Incident Microsoft Terminal Serve TIR Missed: No  TIR: 0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000136575  Network Password None TIR Missed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000136809  Network Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000137206  Network Incident None TIR Missed: No TIR:  0.11
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.11
INC000000138134  Network Incident Microsoft Terminal Serve TIR Missed: No  TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000139277  Network Password None TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000139584  Network Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000140060  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.36
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 1.79
INC000000140647  Network Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000140808  Network Password Microsoft Windows XP Pi TIR Missed: No  TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000141396  Network None Novell Client for 32-bit W TIR Missed: No  TIR: 0.87
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.87
INC000000141466  Network Incident None TIR Missed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000142669  Network Error Microsoft Terminal Serve TIR Missed: No  TIR: 0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143036  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143209  Network Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000144032  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000144548  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000144550  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000147775  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148190  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000149966  Network Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150184  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
PC/Laptop
INC000000133947  PC/Laptop Hardware None TIRMissed: No TIR:  0.01



Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 5.88
INC000000134685  PC/Laptop Hardware None TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 5.04
INC000000136281  PC/Laptop Hardware None TIR Missed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: Yes TTR: 7.05
INC000000136572  PC/Laptop Virus None TIR Missed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000136585  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000136653  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 2.56
INC000000136950  PC/Laptop Hardware None TIRMissed: No TIR:  0.51
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 4.96
INC000000137015  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000137168  PC/Laptop Password None TIRMissed: No TIR: 0.10
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.10
INC000000137192  PC/Laptop Hardware None TIRMissed: No TIR:  0.07
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.07
INC000000137213  PC/Laptop Hardware None TIR Missed: No TIR: 0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000137227  PC/Laptop Hardware None TIR Missed: No TIR:  0.11
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.11
INC000000137385  PC/Laptop Hardware None TIR Missed: No TIR:  0.08
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.08
INC000000137414  PC/Laptop Error None TIRMissed: No TIR: 0.05
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.05
INC000000138126  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000138133  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000138553  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Help Desk Environmental Quality Low Closed TTR Missed: No  TTR: 0.02
INC000000139273  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.01
INC000000139287  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000140079  PC/Laptop Error None TIR Missed: No TIR:  0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000140679  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140811  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000140815  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000141522  PC/Laptop Hardware None TIR Missed: No TIR:  0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000141545  PC/Laptop Hardware None TIRMissed: No TIR:  0.07



Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.07
INC000000142288  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000142312  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 3.43
INC000000142668  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000143734  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000144417  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.00
INC000000144814  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: Yes TTR: 16.64
INC000000145074  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No TTR: 0.81
INC000000145148  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145158  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145569  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146002  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146006  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 4.09
INC000000146205  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146369  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000146425  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000147603  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148175  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148929  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000148947  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150693  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000151085  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000151379  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000136187  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.07
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.07




INC000000137902  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000140061  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000140066  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.06
INC000000140073  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140638  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140640  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No  TIR: 0.02
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.02
INC000000140644  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.03
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.03
INC000000141533  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.04
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.04
INC000000141538  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.08
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No TTR: 0.08
INC000000142644  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR: 0.06
Metro B Desktop Support Environmental Quality Low Closed TTR Missed: No  TTR: 0.12
INC000000145341  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000145567  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000147155  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000147784  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150212  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150387  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000150678  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
INC000000151068  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Environmental Quality Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000149796  Server None None TIR Missed: Yes TIR: 3.77
Capitol Hosting Environmental Quality Low Resolved TTR Missed: No  TTR: 3.77
Telecom
INC000000134309  Telecom CrossTalk/Noise/Static None TIR Missed: No  TIR: 0.06
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.46
INC000000136296  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.15
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.15
INC000000136847  Telecom Voice Mail None TIRMissed: No TIR: 0.16
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.23
INC000000137216  Telecom Call/Receive None TIR Missed: No  TIR: 0.36
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.37




INC000000137603  Telecom Voice Mail Telephone TIR Missed: No  TIR: 0.11
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.14
INC000000138712  Telecom Voice Mail None TIR Missed: No  TIR: 0.39
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.54
INC000000138931  Telecom Hardware Telephone TIR Missed: No  TIR: 0.11
Voice/Data/WAN Services Environmental Quality Low Closed TTR Missed: No  TTR: 0.84
INC000000140723  Telecom None None TIRMissed: No TIR: 0.13
Help Desk Environmental Quality Low Closed TTR Missed: No  TTR: 0.15
INC000000141460  Telecom None None TIRMissed: No TIR: 0.13
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.16
INC000000141903  Telecom Voice Mail Telephone TIR Missed: No  TIR: 0.29
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.44
INC000000143154  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.05
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.21
INC000000144095  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.09
Voice Operations Environmental Quality Low Closed TTR Missed: No  TTR: 0.48
INC000000145665  Telecom Voice Mail None TIR Missed: No TIR: 0.22
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.50
INC000000145759  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.08
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.33
INC000000145969  Telecom Voice Mail None TIR Missed: No TIR: 0.08
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.08
INC000000145979  Telecom Feature Telephone TIR Missed: No TIR: 0.19
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.19
INC000000146728  Telecom None None TIR Missed: No TIR:  0.31
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.72
INC000000147531  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.15
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.37
INC000000147895  Telecom Feature Telephone TIR Missed: No TIR: 0.22
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.26
INC000000147943  Telecom Voice Mail None TIR Missed: No TIR: 0.11
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.14
INC000000149539  Telecom Voice Mail None TIR Missed: No TIR: 0.19
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.19
INC000000149892  Telecom Dial Tone None TIR Missed: No TIR: 0.39
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.39
INC000000150243  Telecom None None TIRMissed: No TIR: 0.24
Salt Lake Data Center Operatior Environmental Quality Low Resolved TTR Missed: No  TTR: 0.24
INC000000150345  Telecom Voice Mail None TIR Missed: No TIR: 0.11
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.14
INC000000151740  Telecom Voice Mail None TIRMissed: No TIR: 0.14
Voice Operations Environmental Quality Low Resolved TTR Missed: No  TTR: 0.43




